or desired by 1local service providers. A total of 1,818
Local Wholesale employees support the operational needs of»
the CLEC’s across the seven states. In its five-state
region, SWBT has established Local Service Centers (“LSC”)
staffed by 661 employees in Dallas and Fort Worth to provide
CLECs with a single point of contact for ordering,
provisioning, and billing related to interconnection, UNEs,
and resale. The LSC is available to 1local wholesale
customers when they choose not to use wholly mechanized
processes, or for complex transactions that are performed
manually for SWBT retail operations and local wholesale
customers alike.

14. Pacific Bell similarly established Facilities
Local Service Centers (“FLSC”), staffed by 162 employees in
San Francisco and Anaheim to provide facilities-based local
service providers in California with a single point of
contact for ordering, provisioning, and billing related to
interconnection and UNEs. The FLSC serves facilities-based
local wholesale customers when they choose not to use wholly
mechanized processes, or for complex transactions that are
performed manually for Pacific Bell retail operations and
local service providers alike. There is also a separate LSC
in Nevada to serve local wholesale customers in that state.

15. Pacific Bell’s Resale Local Services Centers

(“*RLSC”), also located in San Francisco and Anaheim and also



used by Nevada Bell, serves as a single point of contact for
pre-ordering, ordering, and billing of resold services. The
RLSC has hired and trained a staff of almost 800 employees
and incurred operating expenses of more than $40 million in
1997, all to process local wholesale customers’ resale
service requests. Like the FLSC, the RLSC has ample
capacity to serve local wholesale customers. Since May
1997, Pacific Bell has tripled the RLSC’s capacity to over
5,400 1local wholesale customer requests per day, which
compares to actual demand of approximately 2,000 orders per
day in February 1998. The RLSC processed more than 476,000
service requests on behalf of 46 local wholesale customers
in 1997 and over 250,000 orders between January and June
1998.

16. To handle provisioning, testing, maintenance,
and repair functions for all interconnection facilities,
resold services, and UNEs provided to 1local wholesale
customers, SWBT, Pacific Bell and Nevada Bell have
established Local Operations Centers (“LOCs”) in Fort Worth,
Texas and in Pasadena, California. For the period of
January through May 1998, the SWBT and Pacific Bell LOCs

together responded to more than 250,000 calls from local

wholesale customers.

10



D. T:aining,Offorod to Wholesale Customers

17. SBC's commitment to help local wholesalé
customers do business with our companies extends even
further than the personnel and organizations created to
interface with 1local wholesale customers. SBC has made
considerable effort to communicate and develop educational
and informational materials for local wholesale customers.
We offer a series of workshops and 0SS classes to educate
local wholesale customer personnel on how to order
telecommunications services for resale, unbundled network
elements, interconnection and 1local number portability.

More detail on these efforts is included in Attachment 4.

E. SBC's Responsiveness to Emerging Implementation
Issueas

18. The transition from franchised exclusive LECs
to multi-provider local marketplaces has not been easy or
simple for SBC or for local wholesale customers. But where
problems have arisen, SBC has worked to resolve them
cooperatively and conscientiously. Indeed, SBC continually
strives to improve its procedures to provide better service
to its local wholesale customers. SBC has established a
team to address and resolve issues raised by our local
wholesale customers. The objective of the team is to
define and to put into practice procedures that address

ongoing escalation requirements for both major and minor

11



issues that are sure to arise in the evolving
telecommunications marketplace.

19. The approach that SWBT believes is the most
effective is to offer two avenues for the resolution of
problems encountered by our local wholesale customers. One
of those avenues 1s to resolve problems through the Account
Manager assigned to each of our local wholesale customers.
When a local wholesale customer requests information, the
Account Manager is required to respond to the request in a
timely fashion. 1If, however, the Account Manager is unable
to provide a response or resolve the matter, a formal
internal escalation process is initiated after a specified
time frame. The process provides for the matter to be
automatically escalated to the next higher 1level of
management.

20. The second avenue is through escalation beyond
the normal Account Manager process to the Tier II Technical
Support and Customer Action Team. This escalation can occur
in one of two ways; the Account Manager may proactively
escalate an issue for resolution, or the local wholesale
customer may contact the Tier II team directly. This action
team has overall responsibility for direct interface with
all SWBT internal organizations in order to solve local
wholesale customer problems. A “Hotline” will be

established to provide access to this Tier II action team 24

12



hours a day, 7 days a week. Examples are included in

Attachment 5.

F. Performance Measurements

21. SBC's performance measurements mirror the model
set of measurements advocated by the U.S. Department of
Justice (DOJ). The DOJ has reviewed SWBT’s performance
measurements and developed a generic set of performance
measurements to which SWBT has agreed. The DOJ has
confirmed that these measurements are presently “sufficient,
if properly implemented, to satisfy the Department’s need
for performance measures for evaluating a Section 271
application.”! Where there are no analogous services in
SBC’s retail operations to services SBC offers to local
wholesale customers, SBC has adopted specific performance
standards to ensure service parity. These measurements
provide proof that SBC 1is providing 1local wholesale
customers a meaningful opportunity to compete and 1is
providing items in é non-discriminatory manner. Where the
measurements bring a problem area to light, SBC will conduct
a root-cause analysis and take corrective actions as needed.
Moreover, in response to issues raised by the Texas PUC in

its recerit Order, SBC will develop and implement additional

'Letter from Donald J. Russell, DOJ, to Liam S. Coonan,
SBC at 1 (Mar. 6, 1998).

13



performance measurements as needed.

V. LOCAL WHOLBSALE CUSTOMERS ARE PROVIDING COMMERCIAL

ALTERNATIVES TO SBC

22. SBC management and employees have worked
diligently and successfully to comply with the local market
opening provisions of the 1996 Act and related federal and
state rules by facilitating entry into the local exchange
market. These efforts have resulted in SBC offering
carriers a meaningful opportunity to compete in our markets.
The result of these efforts is that local wholesale
customers now serve more than one million local resale and
facilities-based lines in SBC's states — more lines than
local wholesale customers have gained from any other
regional Bell company. This fact demonstrates that SBC has
provided local wholesale customers with a meaningful
opportunity to compete and that our local markets are indeed
open. Attachment 1 provides detailed information on SBC's
success in opening its markets and the extent to which local
wholesale customers are using products made available by SBC
in each of its seven in-region states.

23. The strategy for many local wholesale customers
is to target the most profitable “high value” users, usually
in densely populated urban/metropolitan areas. The market
strategy in this regard is illustrated in Attachment 6.

Wholesale customers’ success in the local market may be

14
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This concludes my affidavit

Stephen M{/Chrter
Subscribed and sworn to before me this  20th day of July,
1988.

RO
\E TS
Sl

B % SANDRAK MAPLES
EM *);? Notary Public, State of Texas
(X

.,
.
’s

xS . .
regeie My Commission Expires 01-06-02
1514

Sdeodaa K- Magts
Notary Public

U

My Commission expires:

0O/-06-01
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Pursuant to 47 C.F.R. §§ 1.743(c), 1.913(c), 5.54(c), the preceding document is a
copy of the original signed affidavit, which was filed as an attachment to Exhibit 2 to the
Form 490 applying for the Commission’s consent to transfer control of Part 22 licenses
held by Detroit SMSA Limited Partnership from Ameritech Corporation to SBC
Communications Inc. That Form 490 was filed concurrently with this application.
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LOCAL WHOLESALE CUSTOMER SUCCESSES IN SBC TERRITORY

The following chart shows how local wholesale customers have

been successful in obtaining local resale and facilities-

based lines in SBC's seven states,

1598:

Resale

Resale

Resale

Resale

Facilities

as of the end of June

Total

Total  Residential Busi Priv.Coin  Based Li Li

a) California: 255,011 130,332 115,778 8,901 261,051 516,062
b)  Texas: 284,243 195,089 77,649 11,505 59,082 343,325
c) Kansas: 50,265 22,971 27,287 7 2,053 52,318
d)  Oklahoma: 21,428 17,019 4,382 27 17,446 38,874
e)  Arkansas: 14,588 13,211 1,377 0 11,147 25.735
f)  Missour: 22,519 13,935 8,532 52 4,094 26,613
g) Nevada: 1,908 338 1,570 0 13,048 14,956
RESOLD LINES: 649,962 392,895 236,575 20,492

FACIL.-BASED 367,921

LINES:

SBC TOTAL 1,017,883

CLEC LINES:
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The following chart shows the number of interconnection

agreements that have been signed and approved in each of

SBC's seven states:

pUC CLECs with

Signed Approved Approved
Texas 146 118 164
Missouri 45 27 41
Kansas 44 29 55
Arkansas 39 30 23
Oklahoma 44 18 40
California 40 32 117
Nevada 16 13 -£0
TOTAL 374 267 500

SBC has provisioned more than 353,100 interconnection
trunks to local wholesale customers. This represents the
call carrying capacity on the 1local service provider
networks for 3.5 million lines. Although disputes remain
over the treatments of Internet traffic, SBC has exchanged
more than 14 pillion minutes of local and Internet traffic
with local wholesale customers demonstrating that SBC has

interconnected its networks with 1local service provider
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networks. Local wholesale customers have attached their
lines to over 370,000 of SBC's poles and occupy 1,568 miles
of SBC conduit space.

Facilities-based local service providers have received
more than 60,500 wunbundled 1local 1loops and neariy 350
unbundled switch ports from SBC for their own use. The
local wholesale customers are able to access these
facilities, and interconnect with S8BC’s local networks,
using 490 operational physical collocation arrangements and
58 operational wvirtual collocation arrangements. Over 170
central offices in SBC’s local service areas host either
physical collocation or virtual collocation. These central
offices give the CLECs access to over 70% of the metro area
access lines in California and access to over 25% of the
metro area access lines in SBC's remaining areas. An
additional 406 physical collocation arrangements are under
construction. Operational physical and wvirtual collocation
arrangements have been established in all of SBC’s in-region
states.

Local service providers have placed more than 500,000
end user listings in SBC’s White Pages directories and have

been assigned approximately 22 million telephone numbers for
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use by their end users. More than 115 1local service
providers are using SWBT's Directory Assistance and Operator
Call Completion Services, and 45 local service providers are
using the systems of Pacific Bell and Nevada Bell.

SBC has ported nearly 85,000 former SWBT, Pacific Bell,
and Nevada Bell telephone numbers to other local carriers.
Each ported number represents one or more local telephone
lines formerly served by SBC that now are served by a
facilities-based local service provider.

Local service providers are also vigorously entering
local markets in SBC’s region through resale. Local service
providers have gained nearly 650,000 resold lines, including
237,000 business lines and 393,000 residential lines. Local
service providers have gained more than 20,000 private coin
lines via resale.

Although SBC has no way of quantifying all the services
provided by local service providers entirely over their own
facilities, the information available to SBC through its own
databases shows that facilities-based local service
providers in SBC’'s service areas are serving at Jleast

368,000 local lines over their own local telephone networks.
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This number is based on 911 records in which the CLEC

specifies this type of customer.
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BACIFIC BELL IMPROVEMENTS

Opening the door to local competition required Pacific
Bell to make major changes to its operation support systems
(*088”) to accommodate expected CLEC competition and to
satisfy standards established by the CPUC. The development
of new systems and processes for local competition was a
monumental task. The process of opening the local market is
a highly complex endeavor that requires Pacific to share its
facilities in ways never tried before, and in a manner for
which the systems were not originally designed and
developed. Such efforts required unprecedented degrees of
cooperation and coordination with competitors. Not only has
Pacific had to establish processes and systems with which to
make its own products and services available to wholesale
customers for resale to their end-users, it has had to
develop and deliver an entirely new product set — unbundled
network elements — that had no analogous service on the
retail side. Making these wholesale products and services
available to wholesale customers required an enormous amount
of retrofitting of Pacific’s own systems, as well as the
development of complex and intricate new systems and

processes. (To provide some perspective, it typically takes
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approximately 12 to 18 months to move a single product from
the conceptual stage to market in the retail environment.
In order to meet its obligations under the Act and the
resulting regulatory decisions, Pacific was required to
design and implement hundreds of new products and services
simultaneously.)

This process was further complicated by the fact that
the regulations and requirements were not defined when
Pacific began undertaking efforts to make wholesale products
available. Pacific was developing systems and procesées
while interconnection agreements were still being negotiated
and arbitrated, and before the regulatory bodies had defined
the exact scope of Pacific’s obligations. 1In addition, the
system developments and wmodifications were extremely
difficult to manage because they touched wupon so many
systems concurrently, i.e., pre-ordering, ordering,
provisioning, maintenance, and billing systems. A system
change can be readily managed when one or two systems will
be affected. But when multiple systems are being developed
or modified at the same time, the effort it takes to

maintain a reliable network that can accept and understand

all the integrated system changes is enormous. Moreover,
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within a single system or application, there is a practical
limitation in the number of programmers that can
simultaneously redesign and manipulate the software without
corrupting or deteriorating the integrity of the software
code. Additionally, the skilled experts who were
responsible for working with wholesale customers to design
and develop systems had to stretch their responsibilities to
cover the enormous amount of incremental work that was
necessary for opening Pacific’s network. (The additional
responsibilities could not be readily absorbed by adding
personnel from external sources, as the development work
required substantial industry and company-specific
expertise.)

As stated, one factor that contributed to the challenge
in developing effective systems was that Pacific was
designing and developing systems well ahead of the
establishment of national standards, and ahead of the FCC’s
decisions defining the lengths to which the incumbents would
have to go to make their network available to wholesale
customers. One significant example of how these early
efforts ultimately hindered Pacific’s performance revolves

around the billing system selected by the CLECs for resale
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services. Pacific had interpreted the early CPUC decisions
as requiring Pacific to make only POTS-like services
available for resale. Before Pacific’s obligations had been
defined, and acting in accordance with that interpretation,
Pacific agreed to bill certain services to wholesale
customers through Pacific’s Carrier Access Billing System
{“CAaBS”), rather than through the Customer Record
Information System (“CRIS”) used for retail products.®
Wholesale customers apparently requested CABS-like billing
because it would be compatible with the systems they used to
accept Pacific’s billing for access services. Pacific did
not object at the time because Pacific believed it could
support CABS billing in a simple POTS-like environment.
However, this decision would prove to have significant
consequences. Once the regulatory bodies defined the extent
to which Pacific would have to make its services available
to CLECs, Pacific had already committed itself to CABS, and
in some instances, had been required through arbitration to

include CABS for more complex products. The requirement to

i Pacific believes it was the only local exchange carrier in

the country that agreed to bill the CLECs out of CABS for resale.
Pacific moved CLEC resale billing from CABS to CRIS in May 1998. By
moving to CRIS, Pacific is able to offer the same mass market system and
ordering capability that it uses to serve its own retail end users.
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bill CLECs through CABS for a robust offering of resale
services required Pacific to redesign each retail product
available for <resale for the CABS environment. The
intensity and complexity of effort required to make that
conversion contributed substantially to the delay in the
implementation of mechanized systems.

The use of CABS to bill local wholesale customers posed
other operational challenges for Pacific. During the first
several weeks after MCI began submitting a substantial
amount of orders, CLEC end-user customers suffered dial-tone
loss during the migration process.

To understand why this occurred, it is necessary to
explain how the “two-order” migration process evolved. As
discussed above, Pacific bills its retail customers out of
CRIS. 1In order to bill the local wholesale customers out of
CABS for resale, as they requested, it is necessary during
the migration process to first remove the migrating customer
from Pacific’s billing system, CRIS, before re-entering the
customer into CABS. This requires that two orders be
entered into SORD (Pacific’s order provisioning system): one
order takes the customer out of CRIS and issues a final bill

to the customer for retail services; the second order enters
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the customer into CABS. If the two orders become
disassociated, and one order is worked but the other is not,
the customer could experience loss of dial tone.

At the inception of resale, certain orders became
disassociated from each other. Because resale was a new
line of business, =gome of Pacific’s employees had not yet
had the opportunity to become familiar with the FID (field
identifier) on the resale orders that linked the two orders
together. (The FID, in effect, is a cross reference between
the two orders.) As a result, the disconnect order removing
the account from CRIS was at times processed independently
from the change order establishing the customer in CABS, and
certain migrating customers consequently experienced loss of
dial tone.

Immediately upon identifying the source of this issue,
Pacific undertoock efforts to improve its processes and train
its employees to minimize the potential for loss of dial
tone, including:

) Making changes to desk-top systems automation;

. Doing additional training in downstream departments

to help them identify the types of errors that

result in dial-tone loss;
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] Establishing a dedicated provisioning center for

wholesale ordering;

° Doing additional downstream training for order

processing; and

L Altering the FID structure on the service order to

reduce order processing errors.

With these improvements, the disconnect issues were
dramatically improved by first quarter 1997, and while there
were still isolated incidents of loss of dial tone, improved
procedures and quality controls, on both Pacific’s and the
local wholesale cusomters’ side, reduced such instances to

near de minimus levels by mid-year 1997.
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OPERATIONS SUPPORT SYSTEMS

To provide CLECs a ready point of entry for direct
electronic access to 08Ss, SBC established Remote Access
Facilities for both the SWBT and Pacific Bell/Nevada Bell
regions that accommodate either dial-up or private-line
connections. Using these facilities, wholesale customers
are able to accomplish tranéactions with the same level of
mechanized processing as SBC retail service personnel.

SBC’s Help Desks assist local wholesale customers
with any questions or problems they encounter while
electronically accessing 0SS functions, 24 hours per day, 7
days per week. On-line help menus are included on most
systems and additional reference material is available as
well. The vast majority of local wholesale customer calls
to the Help Desk request SBC's assistance in resolving
problems that have been caused not by any deficiency in
SBC’s systems, but rather by easily corrected problems at
the wholesale customer’s end of the interface.

SBC has made special efforts to encourage local
wholesale customers to utilize electronic interfaces for
their transactions. For instance, SBC offers local

wholesale customers throughout its region, £free evaluation



